POSITIVE relationships with open lines of communication are an important component in the work environment for athletic trainers and therapists; however, many stressors can hinder communication in a work environment. In the clinical and athletic settings and those involved in athletic training education programs, athletic trainers may face poor relationships, 1-3 poor leadership of administrators and program directors, 4 and the poor utilization of conflict management strategies. 5 Any one of these stressors provides the potential for a situation or issue to develop into a conflict. Conflict resolution theories and strategies exist to help individuals address problems/ issues; however, a young practitioner may not have the skills and experience to confidently address and resolve a conflict with a colleague or supervisor. Others may have minimal experience or practice with conflict resolution strategies. The implementation of conflict resolution strategies requires practice, patience, and reflection. By utilizing conflict resolution strategies, an athletic trainer has a better foundation to improve relationships and manage conflicts and disagreements with peers and co-workers.
The purposes of this report are to provide one framework for conflict resolution and to identify a few of the many strategies athletic trainers can begin to use and practice to resolve conflict. These techniques are a starting point for an athletic trainer to develop skills in conflict resolution.
Recognizing Conflict
When interacting with humans, conflict is inevitable; however, conflict does not necessarily indicate an argument. Conflict occurs when two or more people have a perceived opposition or difference of opinion. 6 Sometimes the conflict already exists and other times the conflict is immediate or just beginning to develop. In either case, the individuals involved have a different view or perspective of the situation. 6, 7 A prompt resolution of the conflict in a manner that is most beneficial to both parties is important. Think back to a situation involving a conflict or perceived difference. Was the conflict addressed promptly by either party or avoided? Did either party seek to resolve the conflict or discuss the differences in viewpoints? Was a successful outcome achieved for both parties?
Conflict resolution requires the athletic trainer to utilize problem-solving and decision-making skills to achieve a desirable outcome for all. 8 Conflict resolution does not manage the problem or settle the problem so that one person wins or one person loses. Instead, conflict resolution seeks to identify the cause of the problem, identify potential resolutions, evaluate and select a mutually agreeable solution, and implement a resolution based upon common ground of both. 8 implement the solution is important for the success of conflict resolution 6, 8 and can influence the success of future conflict resolution. Continuing with the previous example, the assistant athletic trainer has a meeting with the head athletic trainer to share the frustrations of learning about the policy from a coach instead of communicating directly with the athletic trainer first. The two athletic trainers discuss various ways to handle a similar situation in the future and determine that the head athletic trainer could bring future policy changes to the athletic trainers before sharing the information with the coaches.
Managing Conflict
Several conflict resolution strategies exist within the framework of the PSDM model 9 ( Table 2 ). These strategies are tools to strengthen the framework of the The win/win approach: How can we solve this together as partners instead of opponents?
Creative response: Transform problems into creative opportunities.
Empathy: Develop communication tools to build rapport. Use listening to clarify understanding.
Appropriate assertiveness: Apply strategies to attack the problem not the person Cooperative power: Eliminate "power over" to build "power with" others.
Managing emotions: Express fear, anger, hurt and frustration wisely to effect change.
Willingness to resolve: Name personal issues that cloud the picture. 
Identifying the Cause of the Problem
Conflict can develop for various reasons and from different theories within social psychology, such as values, communication, bias, power, gender, or trust. 6 An initial step in moving toward resolving a conflict is to identify the cause of the apprehension or conflict. 8 What is creating the problem? For example, an assistant athletic trainer recently learned from the head coach a change in the travel policy for athletic trainers. The assistant athletic trainer is upset to learn about this policy from the coach rather than from the head athletic trainer. The cause of this conflict is a breakdown in communication. With the cause identified, the focus can be on viable solutions.
Identifying, Selecting, and Implementing a Solution
Resolving a conflict must occur for human relationships to move forward in a positive and open environment. The communication between two or more individuals is an important interaction for identifying solutions to the conflict. Communicating provides a time to brainstorm potential solutions and explore alternate ways to handle the situation. 6, 8 Alternative solutions may be few or many. Once viable solutions are identified, a joint decision is made on the solution for solving the conflict. Once a solution has been identified, each party should commit to follow through. Mutual agreement to and knowledgeable in a variety of conflict resolution strategies, as one strategy may work better in a particular situation. This begins by understanding the strategies, being open to dialogue, and maintaining an open mind. The athletic trainer can further develop skills by utilizing conflict resolution strategies during times of conflict, disagreements, and misunderstandings and then reflecting on the outcome of the conflict resolution strategy.
Unsuccessful Conflict Resolution
Despite the use of various strategies, some conflicts will not always be resolved, and there comes a point when we must recognize that a resolution may not be possible. Sometimes a person does not want to have dialogue about the situation. Other times a person may indicate a unified approach to the conflict but revert back to old behaviors or beliefs after the meeting. Personality and biases, such as race, gender, ethnicity, power, and status, can also create and even impede conflict resolution 8 . When attempting to solve a conflict, some individuals utilize a competitive conflict resolution versus a cooperative resolution. 7 Competitive conflict resolution utilizes an "I win, you lose" attitude. The conflict is resolved by telling the other person how the conflict will be resolved without listening or seeking input or involvement. This method may lead to frustration and alienation.
When all else fails, document the meetings, conversations, conflict resolution strategies, and patterns of behavior. Use consistent language and objective information that is professional and is without personal bias. Keep supervisors informed about the concerns and the methods used to address the conflict, doing so in a manner that is professional and respectful of all parties involved.
Conclusion
Conflict resolution is a learned skill that can be developed. Any athletic trainer can learn and improve conflict resolution skills; it is not just for those in leadership or management positions. Utilizing conflict resolution strategies, however, requires experience through practice, persistence, patience, and reflection. An individual must be willing and open to shift one's attitude when using conflict resolution effectively. The approach must involve dialogue rather than debate. As PSDM model. This article discusses only a few of the conflict resolution strategies available to an individual when managing conflict. Greater success with these strategies requires continued practice, patience, and reflection.
The cooperative or win/win strategy most closely follows the framework of the PSDM model. Cooperative or win/win conflict resolution involves both people working together to identify a common ground and establishing a resolution to the issue that allows both individuals to be successful and meet their goals. 7, 9 For example, using this resolution technique, a program director invites the clinical instructor from an affiliate site to share ideas about a new dress code policy. The program director is open to a possible change in the policy. The two individuals engage in conversation, discuss positives and negatives of the current policy and the new ideas, and identify the next best step(s) in the discussion.
Appropriate assertiveness 7, 9 is another tool to utilize during conflict resolution. For example, a statement such as, "When students are not held accountable to the dress code policy, I feel like you don't care about the program" is not accusatory but rather states a feeling in a clear manner. This technique may be called the "I" statement. When the feeling is stated clearly, the two individuals can clarify misunderstandings and then move toward discussion and conversation. In this case, the conflict might move from appropriate assertiveness into cooperative or win/win conflict resolution strategies.
For certain conflicts, cooperative power can be a strong strategy to resolve conflict. 7, 9 This strategy involves working together to increase power instead of working against each other. For example, a head athletic trainer and program director could be competing to obtain funding from limited resources, each making the case for financial need and each frustrated by the other's request. By using cooperative power, the two athletic trainers come together to discuss how to support each other in reaching their goals. The two might decide to submit a joint proposal for funding, acknowledging the benefits provided to each program.
Cooperative power, appropriate assertiveness, and cooperative or win/win conflict resolution strategies are just a few examples of a variety of strategies and tools available to resolve conflicts. Other conflict resolution strategies exist and include empathy, managing emotions, mapping the conflict, and being willing to resolve 9 ( Table 2) . Athletic trainers can become skilled the strategies are used, athletic trainers can become increasingly skilled and confident in conflict resolution, and communication in the working environment will be improved. 
